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WELCOME AND 

INTRODUCTION

A N D R E W  C A T S O U L I S
M A N A G I N G  D I R E C T O R



OPERATIONS

J AM E S  K I E R NAN
G E N E R A L  M A N A G E R  - O P E R A T I O N S



OPERATIONAL PLATFORM

PROPERTY PROCESS

PEOPLE PRODUCT

CUSTOMER



OPERATIONS
SCALABLE & EFFICIENT

• Drive organic growth

• Increase customer 
satisfaction

• Achieve operational 
excellence

• Develop team capability

• Effective asset management

OPERATIONAL 
EXCELLENCE

TEAM 
CAPABILITY

DIVERSIFY
SERVICE 

CAPABILITY

CUSTOMER & 
EMPLOYEE 

EXPERIENCE
SCALABLE 
EFFICIENT 

OPERATIONS



CONTACT CENTRE

CONTACT CENTRE TRANSFORMATION 

• Improved customer experience 

• Improved contact centre and team 

efficiency

• Improved response times and 

conversion

SPECIFIC FOCUS OMNICHANNEL



THIRD PARTY LOGISTIC 
SOLUTIONS

(3PL)

Storage

• Multiple Forward Service Locations 
(FSLs)

• Multiple technician hubs

Service

• Full inventory management

• Pick & Pack 

• Delivery 

• 24 hour service

Business Outcomes

• Higher yield per sqm

• Service offering for a niche market

• No additional resources



REVENUE MANAGEMENT

M I C H A E L  L E E
S E N I O R  C O M M E R C I A L  A N A L Y S T

R E V E N U E  M A N A G E M E N T



KEYS OF REVENUE MANAGEMENT

▪ PRODUCT

▪ Unit sizing

▪ Customer service

▪ Ancillary services

▪ PLACE

▪ Location

▪ Contact channels

▪ Unit layout

▪ PRICE

▪ Competitor analysis

▪ Customer behaviours

▪ Unit specific pricing



STRATEGY

▪ Maximise revenue

▪ Maintain occupancy growth

▪ Centre specific strategy

▪ Creating value

Revenue Optimisation

Unit rates

Occupancy

Supply/

Demand

Competitors

Promotions

Utilisation Timing

M A X I M I S E  R E V E N U E  ( R E V P A M )  W H I L S T  
M A I N T A I N I N G  O C C U P A N C Y  G R O W T H



Pricing System

▪ Fully supported and client 
specific advice

▪ Competitor data

▪ Trend indicators

▪ System recommended rate

▪ Human factor



Unit Desirability 
Index (UDI)

▪ Simplified sales process

▪ System upgrades pricing 
automatically

▪ Meet customer need at optimal 
price

Optimal Price

Build 
Product 
Value

Understand 
needs

Supply/

Demand



ACQUISITIONS

K R I S T Y  C H E R R Y
G E N E R A L  M A N A G E R  A C Q U I S I T I O N S  &  

S P E C I A L  P R O J E C T S



IDENTIFY 
ACQUISITION 

OPPORTUNITIES

ANALYSIS 
METRICS

GAP ANALYSIS

Identify target 
areas where 
we want to 

be

DEMOGRAPHIC 
ANALYSIS

Identify 
demographic 

and socio-
economic 

drivers 

MARKET 
ANALYSIS

Knowledge of 
participants 

through 
research and 

over 20 years in 
industry

TRANSACTION 
ANALYSIS

Identifying 
mutually 

beneficial 
transactions

CENTRE 
ANALYSIS

Review 
operational 

and financial 
metrics of 
particular 

centre



ACQUISITION 
PIPELINE

▪ Strong Pipeline

▪ $100m under active 
consideration

▪ Highly fragmented 
industry



ACQUISITION AND 
INTEGRATIONS 

PROCESS

PROVEN 
PROCESS

OFFER

Review of 
financial and 
operational 

performance 
to determine 

offer price

DUE 
DILIGENCE

Well defined 
process with 
experienced 
consultants

LEGAL PROCESS

Commercially 
balanced legal 
documentation 

and process

INTEGRATIONS 
TEAM

Dedicated and 
experienced 

integrations team 
to handle from 

start to finish

REVIEW

Post-completion 
review of process 

and centre to 
ensure maximum 

outcome and 
efficiencies



MARKETING & 

TECHNOLOGY

M A R C U S  B A R R O N
G E N E R A L  M A N A G E R  T E C H N O L O G Y

“To be the enabler of business success and take National 

Storage to greater levels of efficiency, while improving the 

customer experience.”



MARKETING -
STRATEGY

• Increase brand awareness

• Increase product offering 
awareness

• Deliver quality enquiries

• Improve conversion rates and 
channel efficiency

• Scalable, measurable platform

Insights Strategy Execution Review

CUSTOMER 
INSIGHTS

DIGITAL 
MARKETING

Social

Paid

Organic

ABOVE THE 
LINE

Sponsorship

Outdoor

PR

BELOW THE 
LINE

Direct Mail

Marketing 
Automation

LOCAL AREA 
MARKETING

Community 
Engagement

Partner 
Networks

CUSTOMER 
EXPERIENCE

Marketing + 
Technology 

= simple, 
innovative 

CX



MARKETING –
SPONSORSHIP



MARKETING -
SPONSORSHIP

• Driving brand awareness 

• Building positive brand association 

• Engaging with fans via game day 
activations and digital campaign 
initiatives

• Keeping National Storage front of 
mind on an ongoing basis

1. Promotion

Exclusive campaigns 
and content

2. Data capture

Simple entry mechanic

3. Profile entrants

Browsing behavior, 
content engagement, 
product consideration

4. Nurture

Regular communication

5. Convert

Retail offers, 
promotions, sales team 

notifications



INSIGHT DRIVEN 
DECISION-MAKING

CUSTOMER FOCUS

• Marketing & Technology working 
together to develop custom 
insights and analytics platform 

• Turning customer interactions into 
marketing insights 

• Marketing automation to deliver 
efficiencies and target specific 
market segments 

• Embracing digital transformation 
– paperless move-ins, app 
development and enhancing 
the digital customer experience



TECHNOLOGY STRATEGY

IT INFRASTRUCTURE

ANALYTICS

OPERATIONS

CONTACT 
CENTRE

FINANCE
HELPDESK / 

SERVICE
PROJECT 
MGMT

EXPERIENCE

EMPLOYEE 
EXPERIENCE

CUSTOMER 
EXPERIENCE

TECHNOLOGY

SERVICING 
CYBER 

SECURITY

SENSITIVE 
DATA / 

INFO PCI / 
PII



AUTOMATION 
DRIVING 

OPERATIONAL
EFFICIENCY

ENQUIRY PROCESS

• Custom developments to 
streamline enquiry process in the 
Contact Centre 

• Provides competitive advantage 
in the information we track on 
customers and how we interact 
electronically

• The next step in our fully 
automated customer experience

• Opens up new revenue 
opportunities without additional 
resourcing and proves concept 
for online click-through marketing



ENHANCING 
OUR ASSETS

USING TECHNOLOGY TO 
EXTRACT FURTHER VALUE FROM 
REAL ESTATE ASSETS

• SOLAR POWER 

• Stream 1: 54 Storage Centres, 4000 Solar 
Panels and cost savings of $400k/year

• Stream 2: 57 Storage Centres, 6000 Solar 
Panels and further cost savings

• TELECOMMUNICATIONS

• Working with major telecommunications 
providers to position mobile towers on 
assets (over 15 NS properties to date) 

• Investigating opportunities with tier-two 
telecommunications providers to deliver 
multiple revenue streams from telco 
sector



PROJECT 
MANAGEMENT 
FOCUS

• New Project Management Office 
(PMO) structure

• Real-time access to progress on all 
projects through Project Dashboards

• Enhances ability to deliver projects 
on-time and on-budget

• Provides visibility for better oversight

• Improves scalability of the platform 
and facilitates delivery of multiple 
projects more efficiently 



PEOPLE

M A N N Y  L Y N C H - P E O P L E

“Attract, Engage and Retain the Right People to increase 

Performance through building a Safe, Healthy, Motivated and 

Capable Workforce.”



NATIONAL STORAGE 
PEOPLE

ATTRACT

ENGAGE

RETAIN

SAFELY



PEOPLE

432

HEAD OFFICE 51

CONTACT CENTRE 27

CENTRE STAFF 354



ATTRACT

▪ Multi-disciplined business role 
opportunities

▪ Personalised development plans

▪ Values in action 

▪ Dedicated Recruitment
Manager



ENGAGE

▪ Challenge often, reward 
excellence

▪ Let the leaders lead

▪ Sense of common purpose

▪ Embrace technology

▪ Wellbeing for yourself, not by 
yourself



RETAIN

▪ Celebrate milestones

▪ Demonstrated career pathways

▪ Recruit complimentary skillsets

▪ Being part of the journey



SAFELY

▪ 24/7

▪ Whole of person

▪ Everyone’s responsibility

▪ Reward and recognise

No Harm to Anyone at Anytime



ASSET TOURS

FORTITUDE VALLEY
KELVIN GROVE
SPRINGWOOD
NERANG 
CARRARA
ROBINA
BUNDALL 



FORTITUDE VALLEY

1 1 4  M O N T P E L I E R  R O A D ,  B O W E N  H I L L S  Q L D  4 0 0 6

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units including bulk storage & mini warehouse storage (over 30sqm)
▪ CCTV camera surveillance 
▪ Pin coded access 7 days

▪ Self-managed records management
▪ Climate controlled storage
▪ Good lifts or hoist, forklift, pallet jacks and/or goods trolleys available
▪ Specialist wine storage 
▪ Individually alarmed unit doors 
▪ Undercover loading docks/area

NUMBER OF UNITS

732
NLA

6,900sqm
OCCUPIED NLA %

82%
OCCUPIED WINE VAULTS

95%



KELVIN GROVE

3 4 5  K E L V I N  G R O V E  R O A D ,  K E L V I N  G R O V E  Q L D  4 0 5 9

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units 
▪ CCTV camera surveillance
▪ Self-managed records storage
▪ Undercover car storage

▪ Internal warehouse (multi-level)
▪ Humidity controlled storage 
▪ Truck, caravan & boat storage (hardstand)
▪ 24hr access 
▪ Goods lifts or hoist, forklift, pallet jacks and/or goods trolleys available
▪ Industrial bins available 
▪ Individually alarms unit doors 
▪ Undercover loading docks/areas

NUMBER OF UNITS

562
NLA

5,600sqm
OCCUPIED NLA %

57%
OPENED NOV 2017



SPRINGWOOD

3 4 2 1  P A C I F I C  H I G H W A Y ,  S L A C K S  C R E E K  Q L D  4 1 2 7

NUMBER OF UNITS

644
NLA

6,300sqm
OCCUPIED NLA %

82%

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units 
▪ CCTV camera surveillance
▪ Goods lifts or hoist, forklift, pallet jacks and/or goods trolleys available
▪ Pin coded access 7 days
▪ Truck, caravan & boat storage (hardstand)
▪ 24hr access available 

▪ Driveway access
▪ On site industrial bins 
▪ Individually alarmed unit doors
▪ Shipping container access
▪ Mini warehouse storage (over 30sqm)



NERANG

4  L A W R E N C E  D R I V E ,  N E R A N G  Q L D  4 2 1 1

NUMBER OF UNITS

640
NLA

6,800sqm
OCCUPIED NLA %

84%

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units 
▪ CCTV camera surveillance
▪ Pin coded access 7 days
▪ Truck, caravan & boat storage (hardstand)
▪ Goods lifts or hoist, forklift, pallet jacks and/or goods trolley available
▪ 24hr access
▪ Driveway access
▪ On site industrial bins
▪ Individually alarmed units
▪ Shipping container access
▪ Mini warehouse storage (over 30sqm)



CARRARA

1 1 6  S P E N C E R  R O A D ,  C A R R A R A  Q L D  4 2 1 1

NUMBER OF UNITS

541
NLA

5,700sqm
OCCUPIED NLA %

50%
OPENED OCT 2016

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units 
▪ CCTV camera surveillance
▪ Self-managed records storage
▪ Undercover car storage

▪ Internal warehouse (multi-level)
▪ Humidity controlled storage 
▪ Truck, caravan & boat storage (hardstand)
▪ 24hr access
▪ Driveway access
▪ Goods lifts or hoist, forklift, pallet jacks and/or goods trolleys available
▪ Industrial bins available 
▪ Individually alarmed unit doors 
▪ Undercover loading docks/area



ROBINA

1 7 7  S C O T T S D A L E  D R I V E ,  R O B I N A  Q L D  

FEATURES

▪ Fully trained Storage Consultants
▪ Different sized units 
▪ CCTV camera surveillance
▪ Self-managed records storage
▪ Truck, caravan & boat storage (hardstand)
▪ 24hr access available 
▪ Goods lifts or hoist, forklift, pallet jacks and/or goods trolleys available
▪ On site industrial bins
▪ Individually alarmed unit doors 
▪ Undercover loading docks/area

NUMBER OF UNITS

952
NLA

10,200sqm
OCCUPIED NLA %

90%

177

243



ROBINA

2 4 3  S C O T T S D A L E  D R I V E ,  R O B I N A  Q L D  

CONCEPT SUMMARY
To increase capacity and product diversity of existing 
facility to higher and better use

SITE AREA
3,110 sqm

CURRENT USE

Currently underutilised as hardstand

PROPOSED USE
New 6 storey self storage facility with 150sqm 
office/retail space

INDICATIVE YIELD 
Circa 10,000sqm GFA – 600+ Units (approx.)

TARGET CONSTRUCTION COMMENCEMENT 
Mid 2019

CONCEPT IMAGE ONLY



BUNDALL

1 0 6 - 1 1 0  B U N D A L L  R O A D ,  B U N D A L L  Q L D

NUMBER OF UNITS

606

NLA

6,300sqm

RETAIL & OFFICE

230sqm

ANTICIPATED COMPLETION

FEBRUARY 2019



THANK YOU

W W W . N A T I O N A L S T O R A G E . C O M . A U

I N V E S T @ N A T I O N A L S T O R A G E . C O M . A U


